
Quality Policy 
 
It is the policy of Solace to maintain a quality system designed to meet the requirements of 
ISO9001:2015 in pursuit of its primary objectives, the purpose and the context of the organisation. 
The quality of our services reflects the commitment and engagement of our staff team and the 
organisation’s determination to ensure that our service users are able to access the highest possible 
standard of services. 
 
Our services are holistic and empowering, we ensure services are tailored to individual need across a 
full range of issues and support women, young people and children. We also work with male victims. 
We work closely with other specialist agencies and statutory organisations and highly value our 
partnerships. 
 
Solace is committed to working closely with service users, staff and partners to continuously improve 
the quality of our service delivery and develop robust models of monitoring and evaluation in order to 
constantly improve our service provision. Solace’s Quality Manual has been developed to define our 
quality objectives and the organisation’s key procedures, infrastructure and responsibilities to ensure 
these are met. 
 
It is the policy of Solace to: 

➢ Strive to satisfy the requirements of all of our service users, stakeholders and interested 
parties whenever possible, meeting and exceeding their expectations 
➢ Comply with all legal requirements, codes of practice and all other requirements applicable 
to our activities, including environmental legislation and compliance obligations 
➢ Reduce hazards, prevent injury, ill health and pollution across all our operations 
➢ Provide all the resources of equipment, trained and competent staff and any other 
requirements to enable these objectives to be met 
➢ Ensure that all employees are made aware of their individual obligations in respect of this 
integrated policy 
➢ Maintain an Integrated Management System that will achieve these objectives and seek 
continual improvement in the effectiveness and performance of our system based on “risk”. 

 
This quality policy provides a framework for setting, monitoring, reviewing and achieving our 
objectives, programmes and targets. We include this policy in our Induction Training which both the 
CEO and Director of Services deliver. The Deputy Director of Services also provides training on all 
quality and performance related work to managers. 
 
Service user experience is an essential part of the quality process and to ensure this is fulfilled, all 
employees receive training to ensure awareness and understanding of quality and its impact on 
service user experience. All managers are trained to monitor and report on quality and performance. 
The requirements of Solace’s quality system are mandatory, and all staff and volunteers have a 
responsibility and obligation to it. 
 
To ensure Solace maintains its awareness for continuous improvement, the quality management 
system is regularly reviewed and is subject to annual audit by the Senior Management Team. 
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